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1.  Introduction
What is equality monitoring?

All services are familiar with the idea of monitoring performance – measuring how well the service is performing against agreed objectives and targets.

Equality monitoring is simply checking whether the service is performing well for all customers.

Key principles of equality monitoring

Equality monitoring is often not carried out because it is believed to be time-consuming, confusing, lacking in purpose or intrusive to customers. This guidance has been developed with these concerns in mind and as such has the following underlying principles behind it:

( 
Equality monitoring should be as simple and straightforward as possible

( 
It should only be carried out when there is a clear purpose to it that supports clear equality objectives for the service

· It should be done alongside other processes within services and seen as part of the usual information we use to shape services and policies
· All staff and customers involved in equality monitoring should understand why the information is being collected

· Once we have equality data on a customer we should remember this information so we do not need to ask the customer again

· All equality monitoring information should be confidential

· Be clear about what is ‘personal’ information about a person using the a service to meet their individual needs and when you are collecting monitoring information
Purpose of this guidance

· To give managers an understanding of why we need to carry out equality monitoring
· To provide advice on the practicalities of equality monitoring – when to do it, how to do it and what to ask

· To help foster consistency in equality monitoring across Derbyshire County Council to enable information sharing and comparisons between services

· To improve equality monitoring of service performance and to enable scrutiny and challenge to take place

· To improve our understanding of the needs of our different communities

2. Why is equality monitoring important?

· Equality monitoring is essential to mainstreaming equalities into service delivery planning. It helps us to identify any disadvantage associated with age, disability, gender, race, religion and belief, and sexual orientation and thus to plan improvements to our policies and services in relation to these groups. Without monitoring – it is hard to know whether policies and services are being delivered fairly or meeting the diverse needs people have

· It can help us by providing much of the information we need when identifying and assessing likely changes to our policies and services and it enables services to use the findings to develop action for inclusion in their service or business plans

· Equality monitoring allows members of the public to know how well we are providing services to different sections of the communities – enabling them to challenge us where necessary – but also building confidence with them that we want to act fairly at all times
· Equality monitoring can help us to meet our statutory duties under the Equality Act 2010 – by identifying things such as discrimination, or by publicising data on our workforce and who uses our services

· Equality monitoring is important in helping the Council to improve its performance in relation to equality and diversity – by helping it to deliver its Equality and Diversity Policy, Strategy and equality objectives

3. Who should do it, and when?

· You know what you want to find out from the equality monitoring

You may have completed Equality Impact Analysis in relation to your service or a policy associated with your services. Often this results in services recognising that they do not know what the impact of their service is on different sections of the community. You may want to start equality monitoring to find this out.

Your service has agreed one or more equality objective or target in your service or business plan and need to be able to measure whether you are achieving the objective or target. Equality monitoring is often the best way of doing this.

There are a number of ways of measuring your performance. The section on “Analysing your findings and using the information” can help you decide.

· Employees who have responsibility for collecting equality monitoring information understand why you are doing it and how best to carry it out

Employees have to feel confident if they are to ask customers for information about their age, disability, gender, race, religion or belief, or sexual orientation. It is therefore essential that employees involved in carrying out equality monitoring understand why we are asking for information, how it will be used and know that individual customer information should remain confidential.
Some employees may need training or some kind of other support or advice if they are to do this effectively. The section on “How to ask” should help you.

· You know how you will use the information and report on the findings of equality monitoring

Be clear from the start about what you will do with the equality monitoring information before you collect it. Who will you report to?

Essentially you should do this exactly the same way as you do any other performance information about your service – and alongside it, not separate to it.

Equality performance is as important as any other performance data about your service. Report it in your service plans and reports to your management team just as you would any other performance information.

You may also need to report your equality performance data in other ways, for example to inform an equality impact analysis process or to report to a specific community group as part of involving them in helping to shape your services.
Often the data can be used to help you complete or review your service or the policies which influence how your service is delivered.

· Understanding and using the information is essential, including data on your workforce and recruitment

Equality monitoring is vital in helping employers to understand how their employment policies work in practice.

In recruitment, it can show you who applies to work in your organisation and whether they are successful in the recruitment process or not. It can help you to identify at which stage of the process candidates from specific backgrounds perform less well – and this can help you to check whether the processes are fair and culturally sensitive at those stages. You may be asking for unfair requirements of candidates or unwittingly stacking the decks against candidates from some diverse communities.

Equality monitoring can tell you how your employment policies affect your employees, for example, by checking whether people from a particular background are more likely to experience harassment, be subject to disciplinary action, or less likely to access training opportunities.

It can help you to improve your employment practice and identify where managers and employees may need training, or when you can take positive action to promote yourselves as a potential employer with groups of people who are under-represented in your workforce.

4. What information should you ask for?

The Council has adopted the following equality profile questions and categories that should be used whenever we are carrying out equality monitoring or reporting on equality performance.
Age

What was your age at your last birthday?

	
	  years


Or

What is your age?

	0 – 15 years
	
	
	16 – 24 years
	

	25 – 44 years
	
	
	45 – 64 years
	

	65 & over
	
	
	
	


Disability

Do you consider yourself to be disabled?

	Yes
	
	     No
	


Or

Do you consider yourself to be disabled?

	No
	
	

	Yes, affecting mobility
	
	

	Yes, affecting hearing
	
	

	Yes, affecting vision
	
	

	Yes, a learning disability
	
	

	Yes, mental ill-health
	
	

	Yes, another form of disability, please specify
	


Gender

Are you?

	Male
	
	
	Female
	


(Please see later section in the situation in which you also want to monitor gender re-assignment)

Ethnic origin

What is your ethnic origin?

	White
	British
	
	
	

	
	Irish
	
	
	

	
	Gypsy or Traveller
	
	
	

	
	Any other white background – please state
	
	
	


	Mixed
	White and Black Caribbean
	
	
	

	
	White and Black African
	
	
	

	
	White and Asian
	
	
	

	
	Any other mixed background – please state
	
	
	


	Asian/ Asian British
	Indian
	
	
	

	
	Pakistani
	
	
	

	
	Bangladeshi
	
	
	

	
	Chinese
	
	
	

	
	Any other Asian background – please state
	
	
	


	Black/ Black British
	Black/ Black British
	
	
	

	
	African
	
	
	

	
	Caribbean
	
	
	

	
	Any other Black background – please state
	
	
	


	Other ethnic groups
	Arab
	
	
	

	
	Any other ethnic group – please state
	
	
	


Monitoring religion and belief, including non-belief, sexual orientation and gender re-assignment
In many cases services may need or wish to extend their monitoring to capture data in relation to religion and belief, and sexual orientation, in order to provide culturally appropriate services, or services which recognise the rights and relationships of lesbian, gay or bisexual people, who continue to experience in employment and service delivery. Monitoring in these areas is more recent but increasing experience shows that people are generally happy to participate. In order to build confidence with staff and customers over monitoring of religion and belief, and sexual orientation, you need to be clear about why you are asking for the information, how it will be used, and be able to reassure customers that the information is kept confidential. Always include the answer option “Prefer not to say” when asking for monitoring information for these two areas of equality.
Only very rarely is it likely to be appropriate to monitor gender re-assignment. Generally, the Council will not monitor gender re-assignment unless it is known that gender re-assignment is particularly important to the service or that people who have undergone gender-re-assignment commonly use the service.
Religion and belief
What is your religion?

	Buddhist
	
	

	Christian (all denominations)
	
	

	Hindu
	
	

	Jewish
	
	

	Muslim
	
	

	Sikh
	
	

	No religion
	
	

	Prefer not to say
	
	

	Other – please state
	
	


Sexual orientation

What is your sexual orientation?

	Heterosexual
	
	

	Lesbian or Gay Woman
	
	

	Gay Man
	
	

	Bisexual
	
	

	Prefer not to say
	
	

	Other – Please state
	
	


Gender re-assignment

If you decide to monitor gender re-assignment this should be done by altering the ‘gender’ questions so that the following questions are asked:

At birth were you described as?

	Male
	
	
	Female
	

	Intersex
	
	
	Prefer not to say
	


Which of the following describes how you think of yourself?

	Male
	
	

	Female
	
	

	In any other way
	
	


Asking people about access needs

Although this is not equality monitoring information, and the law is quite clear that asking about the need for reasonable adjustments is different to equality monitoring data, it is helpful, especially when planning consultation or when discussing a service need, to collect information about access needs. This information should then be used to provide a customer with the kinds of services they need.

Do you have any of the following language or access requirements?

(Please tick all that apply)
	Information in large print
	
	
	

	Information in Easy Read
	
	
	

	Information in Braille
	
	
	

	Sign language interpretation
	
	
	

	Information in other format e.g. audio tape, electronic
	

	Information in another language, please state which language
	


5. How to ask
We should always explain to customers why we are asking for any equality monitoring information – and if we cannot explain why then we shouldn’t ask.

This is true for all categories of equality monitoring information (we often routinely ask for age, gender, disability and race data without really thinking about why we’re doing it) and the law for employment and service delivery does not differentiate between those areas which have been collected and the newer protected groups.

We should include a commitment to only to use the information for the purpose stated and to explain that the questions are voluntary but the more information given then the more helpful the results will be.

So for example, before asking customers on a survey to provide equality monitoring information we should include a paragraph that reads something like:

“Please answer the following questions about yourself to help us assess whether all sections of the community are equally satisfied with our service. We will use the information for no other purpose. The questions in this section are voluntary but the more information you provide then the more we can learn about customers’ views on our services.”

Or more generally

“The Council is committed to ensuring that all of its services are delivered fairly. We are therefore asking you the following questions about yourself and your family, so that we can make sure that services are delivered fairly to everyone. The information you provide will be kept confidential, but may be used by the Council to check on the fairness of any other services you receive. You do not have to answer these questions, and it will make no difference at all to the way the Council treats you if you prefer not to answer these questions.”

Experience suggests that most customers will be happy to provide this information. Some will choose not to answer the questions. There will be some customers who may want to ask for more information and about exactly how the information will be used and stored – which we should be able to answer accordingly.
If you receive contact from a customer who is unhappy at being asked for monitoring information, you should simply reiterate why we are asking for the information and explain that the information is voluntary and then move on.

It can be useful if staff involved in asking for equality information understand why we are asking for the information and maybe have a couple of examples of how this information can help improve our services.

6. Common questions and concerns about equality monitoring

There are a number of common concerns that many services have about implementing equality monitoring. The following section highlights some of these and suggests some possible solutions.

“We just haven’t go the time”

Collecting equality profile data is not as time-consuming as you might think. It doesn’t take long to answer a few extra questions as part of a survey or to add these questions. However, the time it takes for customers does need to be proportionate to the type of service being monitored.

For example, it may not be suitable to ask a customer for monitoring information every time they telephone to request a service or to report something. In these situations, where transactions with customers are short and quick – the best thing to do is to ask for the information the first time and if possible to use existing customer data bases after that – so that data which is held is used to analyse how often the customer uses the service or services, and how happy they are with the service or services they receive. At other times, it may be just as useful to monitor a proportion of all customers – as a representative sample – and to use this information to help understand what is happening or to judge how fair policies or services seem to be.
“Customers will object to being asked”

Relatively few people actually object to being asked, and even fewer object if they understand why you are asking and what the information is used for.

If staff ask in such a way as to seem discouraging, the customers are less likely to answer. Remember, if customers don’t see you believing in the importance of monitoring, they are less likely to take part. At the end of the day – customers can decide not to answer the questions. Where response rates are lower, you should record this and consider what you can do to build confidence amongst customers to provide the information.

“If the data shows there is a problem – we won’t be able to do anything about it”

That will depend. In one sense it is as true for equality information as any other performance data. However that is precisely why you should do monitoring as only a part of your service planning or as part of equality impact analysis. No one is suggesting that you should change everything straightaway – but plainly – if you are to serve everyone fairly – you must try and respond to any findings which show that services are not delivered fairly – you may need to take action over time – and deal with the most pressing issues first. Hopefully, the monitoring and your analysis can help you to identify the most important issues – so you can deal with these first.
“We cannot rely on the information because not enough people answered the questions”

Sometimes only a very small number of people take part or the community itself may be more difficult to contact or just not be part of the current customer base. However, whilst the level of response and the numbers of people responding is important – in helping to provide evidence – you can still learn a lot from analysing responses where a small number of people are involved – and this may help you to identify issues or things which need further investigation using other research methods – such as face to face consultation, or more detailed research using things such as focus groups, or using community groups to help you reach a larger audience. 

7. Analysing your information and using the information

Equality monitoring only makes sense if it leads to real improvements in employment and service outcomes for people in Derbyshire. That is why equality monitoring must focus on those employment and service outcomes.

There are four main types of outcome which every service should be able to identify.

Take-up of services

All services should have some understanding of who their target customers are. For many services this will be all residents of Derbyshire – for example general information about the Council’s services, transport, and access to the countryside.

For others this may be people within a specific geographical area or people with specific needs, for example older people needing home care services.

It will vary from service to service and there are likely to be people who need the service but who don’t currently access it, or even know about it.

Services should ask themselves three related questions:

a. Of those people for whom our service is designed, how many are from different backgrounds (e.g. men, women, BME, disabled etc)?

b. Of those who use our service how many are from these different groups?

c. Are there any differences between the two sets of figures? If there are what can you do about it?

Most services will monitor the quantity of their service that is provided – for example the number of people using their local library, the number of children of school age, or the number of people using public transport services.
Essentially equality monitoring is no more than an extension of this – to ask about age, disability, gender, race, religion and sexual orientation – and then compare this with the equality profiles of those from the local population we would expect to be using our service.

The Council has a wide range of information about the local population. This is available from a number of sources, including the Derbyshire Observatory

http://observatory.derbyshire.gov.uk/IAS/
Service quality
Services will hopefully have a good idea of what are the most important aspects of quality for their services. For many services this could be the length of time it takes to respond to an enquiry, whether an application of a service is accepted, whether the problem is resolved, or the amount of type of service that is provided.

The purpose of equality monitoring in relation to services is to assess whether the same quality of service is provided to all customers regardless of their background – to help deliver against the Council’s policy for Equality and Diversity. The question here is “are they treated equally and fairly” in practice?

To know this, services will need to monitor who uses their services (service take-up) and then monitor the quality of service provided to theses customers.

In some circumstances the data may show that some groups of customers receive more services or better services than another group of customers. This does not necessarily mean that your service is discriminating unfairly – only that you should find out why a different quality of service is being provided. Sometimes there may be very good reasons for the difference but sometimes this may be unjustified or it could indicate a need to taker further action.
Customer satisfaction

Many services will already have ways of testing customer satisfaction with their services, either through customer satisfaction surveys, focus groups, consultative panels, or by analysing complaints, comments or compliments and other customer feedback.

When testing customer feedback there are two important questions to ask yourself:

· Are we hearing the views of all customers sufficiently, including those from the equality groups? For example, is your method for seeking customer views reach BME and disabled customers effectively (can your communications be understood? Are they accessible so people can provide their responses?)

· Are the views expressed about your service largely the same regardless of background, or are some customers more or less satisfied with particular aspects of the service? For example maybe older customers are less satisfied with recent service changes than younger customers.
These two questions can only be answered by equality-profiling those who are taking part in customer feedback. Services will then know how the proportion of responses from different groups of customers and therefore whether their services are fairly represented in the findings of their customer feedback. The results can be analysed by reference to each equality group to see if there are any significant differences in the views expressed to any particular questions or issues raised.

Customer access

Customer access is harder to assess at a service level for a number of reasons:

· The accessibility of a services varies greatly between people with different disabilities and language needs, and even amongst people with the same disability

· Understanding the access barriers for a service can be quite complex and difficult for people who don’t share the same experiences on a daily basis

· Services are rarely provided from a single building. Location or point of contact – and accessibility for each will vary

· Many services main point of contact will increasingly be through Call Derbyshire for which the service will not always have direct responsibility for.
This means that services should not expect to have a single measure of accessibility as the issue is far too complex to be reduced to a single performance measure. Nonetheless these complexities are not insurmountable and services can seek to improve how accessible they are and monitor their progress in doing so.

Ways in which you can improve how you monitor access to services could include:

· The % of publicly available information (leaflets/ web pages etc) which can be accessed in community languages or accessible formats such as British Sign language or large font

· The number of requests for information you receive in alternative formats received by the service

· The % of customers for whom the service knows and routinely meets their language or access needs

· The % of customers who rate different aspects of the service as fully or partially accessible

· The % of services which are accessible in accordance with national good practice standards or which have been audited as being so by local or national disability organisations

8. Further information and useful contacts
Equality groups

The following groups are now covered by equalities legislation:

	Protected characteristic
	Areas of interest

	Age
	People of all ages although we mostly concern ourselves with older or younger people because of our role in providing services for young people and older people (Please note that it will not become unlawful to discriminate when delivering services until April 2012 and there will be some exceptions)

	Disability
	Disabled people with all kinds of impairments

	Gender
	Both men and women/ boys and girls

	Gender re-assignment
	People who identify themselves as ‘Transgender’ or whose current identity is different to their birth identity

	Marriage & civil partnership
	Under the Equality Act 2010 married people and civil partners should be treated equally to each other

	Pregnancy and maternity
	The Equality Act 2010 builds on maternity law by including pregnant women and new parents within the groups who are now protected

	Race
	People from all ethnic groups

	Religion
	People from all religious groups and those who do not have a religion

	Sexual orientation
	People with all kinds of sexual orientation


Useful contacts
Name





Tel No
Area of expertise
John Cowings



538384
Equalities

Roz Savage




538311
Policy development

Barbara Ackrill



538253
Consultation

Nicky Keep/Tanya Causebrook 
536934
Human Resources

Louise Machin



536300
Access/ Property

Jacquie Collins



538306
Legal Services

Dave Massey



538061
Environmental Services

Julie Vollor




532048
Adult Care

Roger Jones



536575
Cultural & Community

Deb Smith




532064
CAYA
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